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Abstract 
Mobile solutions are most valued where needed the most. Saudi Arabia is a large country, and companies with branches in multiple 
cities are feeling disconnected from their remote staff. A case of Mobile communication portal application that engages remote 
staff and guarantees prompt response to their issues was selected. And enhanced using the “MHETF” Framework. This paper 
complemented the framework with an application process, that results in a future state of the application and quantifiably evaluate 
the transition using the Balance score card. The results show an increase in multiple measures, and an evident advantage to using 
the framework as oppose to the company’s current practice. 
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1.Introduction 
More than 80% of organisations in 13 European countries consider mobility to be at least within the top 10 of their 
strategic objectives 1. However, in a worldwide survey by “IBM”, less than half of the organizations demonstrate 
characteristics of a well-defined mobile strategy 2. The mobile has been around for about 40 years, the use of mobile 
solutions to support mobile staff is one of the first and main usages since the emergence of mobile trend 3. However, 
what differentiate the current trend of mobility is the emergence of consumerization of IT 4. At the core of mobility 
today is the consumer Devices, applications and the open markets available almost of every mobile operating system 
which allows for new type of IT service such as “BYOD” Bring you own device. With new smartphones capabilities, 
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Mobile communication solutions have always been beneficial to remote employees and mobile teams 5;6;7;8. The 
Mobile Holistic Enterprise Transformation Framework is developed based on the capabilities of the consumer grade 
smartphones, and guide the transformation into a clearly defined mobile enabled future state 9.  
Mobile solutions are important particularly to Saudi Arabia, it is a large country that is advanced in many ways but 
lacks a sufficient public transportation service, leaving the privately owned cars as the first choice to travellers 10. 
With a population density of 14 per square Kilo Meter 11. The Case study looks into a mobile solution that is developed 
to connect a major Saudi company to about a 700 employees in different cities around the kingdom using a mobile 
communication portal. “MHETF” framework was used to enhance the communication portal and and using the 
Balance scorecard, evaluate the proposed change to the current implementation of the mobile solution. 
The the paper is organised as follows: an introduction to the selected framework “MHETF”; an outline of the case 
study, the proposed process to apply “MHETF”, the application of the framework, the results, the evaluation, and the 
conclusion in this order. 
2.Mobile Framework 
The Mobile Holistic Enterprise Transformation Framework “MHETF” is a holistic framework that considers and 
classify the objectives, mobile capabilities and solution of a mobile transformation and utilize it is a bases for mobile 
enterprise planning. It is a generic framework that is inspired by the Enterprise Architecture concept of mapping 
current and future status (planned) of the scope of transformation, and plan the transition9. The framework categorises 
the goals of mobile transformation, the capabilities offered by the mobile platform and the solutions [Figure 1]. The 
framework aims to reduce the complexity of mobile adoption, provide a unified language for easier communication 
and reduce the cognitive load, time and cost. 
3.Case study 
This section looks at the current solution from an application perspective within the scenario of integrated and 
mobile available Communication Portal. 
3.1.Case scenario 
The company has over 700 employees scattered in office all over the kingdom, and in an attempt to make the remote 
employees feel close and a part of the company, an application was developed and deployed on Apple IOS and Google 
Android Platforms, which is supposed to offer the following services: 
• Distribute news and announcements 
• Receive complaints from all employees 
• Receive ideas 
• Poll employees 
The perceived was only one perceived benefit from using mobile, which is the user experience, the aim was to 
extend the communication capability to a popular and intuitively used mobile devices, with the hope that they will 
interact frequently with the company’s headquarter.  
Outsource mobile initiative was started to satisfy one objective: 
• To deepen the relationships with remote employees 
3.2.Application Scenario 
This case study was chosen because an application has already been developed and in use, and the challenge was 
to improve on the application to maximise the value of the mobile implementation and to structure the mobile 
implementation in away that can be standardised for upcoming mobile initiatives. 
The current application does not offer the basic services of distrusting news and announcement, and receiving 
employee’s contributions, however it can be enhanced using the “MHETF”. 
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4.Proposed Transformation Process 
The framework is a shortcut into an effective adoption of mobility, and therefore, the suggested process for applying 
the framework has to be intuitive and simple [Figure 1]. The proposed framework proposed a holistic view of mobile 
adoption, by classifying objectives and mobile services capability and the solutions, to allow equal consideration of 
the important 3 aspects of the transformation. 
 Mobile initiative can be established to satisfy the business strategy in a top-down approach, and can be 
implemented in a bottom-up approach and an evaluation should take place to justify for the investment, and make sure 
it is aligned to business objectives. 
4.1.First phase: Scope 
The scope can be a single project or service, a programme or the entire enterprise. As in any effective change, 
approvals and executives buy-in and involvement is necessary, and business strategy, policies, standards and 
guidelines of the organisation has to be adhered to.  
4.2.Second Phase: Gather relevant information 
The scope should be broken down into capabilities, business functions or service functions. it should include electronic 
and non-electronic extended to external and internal users. One of the main benefits of the framework is to focus the 
effort in information collection on only collecting information that are relevant to the mobile initiatives, saving time 
and expediting the planning for mobile transformation. This information is derived from the framework and coloured 
in Figure 2 according to the relevant mobile capabilities in Figure 1. 
Fig. 1. The outline of proposed Process 
4.3.Third Phase: Analyse and Transform 
This stage is about applying the framework to enhance every business function or service individually, if objectives 
are already set, then mobile services capabilities have to be explored to identify mobile functions to satisfy those 
objectives (Figure 2), and visa-versa, as mobile services capabilities could be explored with aim identifying objectives 
that can be gained from the mobile transformation. The framework works as template as well, and objectives and 
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initiatives should be documented, in addition, an important part of this phase is to use the solution section to document 
any concerns, specific requirements, requirement not requiring mobile capabilities, or strategic consideration related 
to the identified 4 categories, in each section respectively. 
 
The outcome of this phase should be a card for every service, filled in with objectives they serve, the functionalities 
required to meet those objectives and the concerns and strategic consideration related to the initiative. 
4.4.Fourth Phase: List Functionalities 
A comprehensive list of mobile functionalities is formulated at this stage and organised in the four proposed categories 
of the framework. As functionalities are listed new functionalities may emerge to support other functionalities, 
improve or constrain them. Additionally, a second iteration of mobile enhancement can be carried out as the future 
state becomes clearer. 
These functionalities constrained by customer’s requirements and strategic considerations, are communicated to 
developers to improve upon, advice on technology limitations, and for the next phase to be done. 
 
Fig. 2. Transformation with mobile capabilities 
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4.5.Fifth Phase: Evaluate 
In the phase, the Balance Scorecard should be applied (Figure 2), to assess the quantifiable and unquantifiable benefits 
of mobile initiatives, and align the objectives with the business strategy. Focusing on the objectives at this phase my 
trigger the need for more functionalities to be added, amended or constrained to serve the objectives better or allow 
for automated measurements. 
4.6.Sixth Phase: Consolidate the transformation plan 
The output of the previous stages is documented at this stage including templates of the future state, lists of 
functionalities, and other documentation of evaluation and decision made throughout the process. This phase, is 
concerned with consolidating policies, requirements and functionalities, describing end products and the objectives 
they serve, cost and value estimate, and a plan for future phases. Other supporting document of the transformation 
project may translate to lessons learned and kept for future reference. The framework templet over an overall view of 
transformation. 
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Application 
Due to restriction on number of pages, the actual templets filled with information about the case study can’t include, 
however an overall representation diagram of the templates are presented in Figures 3, and 4. 
5.Results 
The template above contained the mapping the current implementation, the future state (enhanced with MHETF), a 
list of functional requirements for the desired solution, the objectives satisfied by the solution, and measures. It slows 
for the collection of concerns and recommendation throughout the process.  
The framework itself is used in Figure 4 as templet to presents the overall improvements made to the application using 
“MHETF”.  The future state view in Figure 4 shows only the improvement to the current implementation, it didn’t 
include features or functionalities which are already implemented.  
 
 Fig 4: The future State of the mobile communication portal 
6.Validation 
A workshop was conducted with 20 Attendees with various roles of relevance to the case, Application of “MHETF” 
took about 3 hours. more time may be required if they were no documented objectives and measures, or other 
information of relevance to the scope. 
Participants stated that some of these objectives occurred to them in the planning phase, but it was hard to articulate 
and measure. Other objectives were not thought of although the current implementation support the realisation of 
those objectives. Table 1 shows the improvements anticipated by the team using the balance scorecard “BSC”. Process 
Service: 
Case study 
Description:  the application facilitates for easy communication between the company and the branches, of 
over 1000 employees scattered over the kingdom. 
G
oa
ls
 
increase Productivity increase Customer satisfaction Improve Processes 
new 
opportunities 
Objectives: Objectives: Objectives: Objectives: 
- Ensure employees are all aware of 
changes in the least possible time 
- facilitate for easier decision making 
though surveying all staff 
- improve staff attendance 
- better understanding of the tasks at hand 
- Deepen relationship with 
branch staff 
- Increase the average tenure 
- Increase staff engagement 
- enhanced communication 
with branches 
- Improved process for ideas 
capturing, processing and 
evaluating 
- Increase the 
number of ides 
collected 
T
ar
ge
te
d 
C
ap
ab
ili
tie
s 
Location Based Services Personalised Services 
- Branch managers to post announcements to their staff, 
and suggest the content to other branches. 
- User to submit suggestions, issues and complaints to program and 
receive a reply from the program manger 
- Employees should be able to confirm that new announcements are 
read and understood (Acknowledgment) 
- Company representative to view surveys and poll and collected 
ideas progress in real time. 
- Program managers to receive issues, suggestion and complaints, 
and be able to take action (respond). 
- Users to submit ideas, and see the status of progress until verdict. 
- notification of news and announcements 
- Users to receive poll and surveys separately or 
enclosed to a news post, and be able to respond and 
attach photos, or take photos or video. 
- Prefill location name, and owner of post details 
Instant access, communication and collaboration User Experience 
C
om
po
ne
nt
s 
Outward facing 
mobile Applications 
Mobile Applications Management 
‘MAM’ 
Mobile Devices Management 
‘MDM’ 
Inward facing mobile 
Applications 
- All transitions are 
tagged with time and 
date and owners 
- Remote app removal 
- Program managers to be able to 
take action against inactive 
recipients, admin could take actions 
against inactive users in general. 
- Sign on is integrated with the 
companies sign on. 
- Executives, program managers to 
have their views of admin panels 
containing relevant dashboards 
- Program managers 
should get 
notifications, of their 
staff post. 
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improvements is a tangible value, and if processes improved, businesses could see improvement in other targets, such 
as productivity and decision making, operational costs, customer satisfaction 12. Table 2 shows a quantifiable evidence 
to the value of the framework in comparison to the current implementation. 
The Target column in the table present the improvements in value if the transition produced by “MHETF” is 
implemented. From table 1 two major improvement can be spotted: 
• Ensuring employees are all aware of changes in the least possible time: which is enhanced by employees been 
required to check the app at least once a day, a proper use of notification, and confirmed and measured by the 
acknowledgment button that is to be included in every new announcement. It is enhanced by the 3 of the four 
mobile capabilities of MHETF. 
• Enhancing communication with branches: with use of mobile capabilities, it is timeframes for response are 
shortened, and escalation include mobile notification to interested parties. Which allows for issues reported to be 
dealt with in a timely manner. 
Table 1: the quantifiable value of the framework’s proposed transformation 
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7.Conclusion 
The paper discussed the adoption of mobile capabilities to deepen the relationship between a company’s headquarter 
and the remote branches. The case study was carried out in Saudi Arabia, a large country with low population density 
and a public transportation system that is still been developed. The company has over 700 employees working in 
branches all over the country, and has newly developed a mobile communication portal to allow their unit and program 
mangers to communicate with them. The paper suggested a process to the “MHETF” framework and applied it to the 
case study, and measured the improvement to compare the current implementation of the mobile solution to the 
solution produced by the framework. The result gave the framework and the developed process the advantage and 
showed major improvements in at least two measures and minor improvement in the other categories. 
The future work includes the the adoption of Multi Criteria Decision Making Techniques “MCDM” to break down 
the expected values by the proposed functions of mobile solutions to be able to assess the value of individual 
functionalities and work packages. This will allow for accurate planning of future transitions, where functionalities 
are only included when the need for them arise and outweigh the cost.  
References 
1.  Callewaert P, Combes C, Choukhman A, Heijden B van der, Joosten B, Jaeger T De. CIONET Mobility Survey 2013 Key takeaways to 
advance in mobile. Belgium:; 2013.  
2.  Buckellew P, Custis K, Esposito R, Lesser E. The “upwardly mobile” enterprise: Setting the strategic agenda [Internet]. Somers, NY; 
2013. Available from: http://public.dhe.ibm.com/common/ssi/ecm/en/gbe03574usen/GBE03574USEN.PDF 
3.  Agar J. Constant Touch: A Global History of the Mobile Phone [Internet]. London: Icon Books Ltd; 2013. 288 p. Available from: 
http://discovery.ucl.ac.uk/12285/ 
4.  Garcia-Gonzalez JP, Gacitua-Decar V, Pahl C. A Service Architecture Solution for Mobile Enterprise Resources : A Case Study in the 
Banking Industry. In: Binder W, Dustdar S, editors. Emerging Web Services Technology Volume III [Internet]. Birkhäuser Basel; 2010 
[cited 2014 Jun 16]. p. 143–55. Available from: http://link.springer.com/chapter/10.1007/978-3-0346-0104-7_10 
5.  Shouming C, Xiaoping Z. A model integrating mobile business and traditional business to acquire competitive advantages. In: 2008 
International Conference on Wireless Communications, Networking and Mobile Computing, WiCOM 2008 [Internet]. Dalian: Ieee; 
2008. p. 1–5. Available from: http://ieeexplore.ieee.org/lpdocs/epic03/wrapper.htm?arnumber=4680194 
6.  Briefings IL. Enterprise Mobility Strategy – Should Enterprises Care ? remain connected to your stakeholders , always. 2012;10(1):35–
49.  
7.  Kumar S, Zahn C. Mobile communications: evolution and impact on business operations. Technovation [Internet]. 2003 Jun [cited 
2014 Feb 19];23(6):515–20. Available from: http://linkinghub.elsevier.com/retrieve/pii/S0166497202001207 
8.  Voelpel SC, Pierer H Von, Streb CK. Mobilizing organizations for innovation and value creation: an integrated model of the mobile 
company. Journal of Knowledge Management [Internet]. 2006 [cited 2014 Feb 14];10(6):5–21. Available from: 
http://www.emeraldinsight.com/10.1108/13673270610709189 
9.  Alqahtani MM, Atkins AS, Stanier C. “Mobile Holistic Enterprise Transformation Framework.” In: Procedia Computer Science 
[Internet]. Ankara, Turkey; 2015. p. 433–40. Available from: http://linkinghub.elsevier.com/retrieve/pii/S1877050915017135 
10.  Ansari S, Akhdar F, Mandoorah M, Moutaery K. Causes and effects of road traffic accidents in Saudi Arabia. Public health [Internet]. 
2000 Jan [cited 2016 Apr 16];114(1):37–9. Available from: http://www.sciencedirect.com/science/article/pii/S0033350600003061 
11.  World Development Indicators. Population density (people per sq. km of land area) | Data | Table [Internet]. 2014 [cited 2016 Apr 16]. 
Available from: http://data.worldbank.org/indicator/EN.POP.DNST 
12.  Picoto WN, Palma-dos-Reis A, Bélanger F. How does mobile business create value for firms? In: ICMB and GMR 2010 - 2010 9th 
International Conference on Mobile Business/2010 9th Global Mobility Roundtable [Internet]. Ieee; 2010 [cited 2014 Aug 2]. p. 9–16. 
Available from: http://ieeexplore.ieee.org/lpdocs/epic03/wrapper.htm?arnumber=5494792 
 
